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Pedepar:

1. Bu3HaueHO TEOPETUYHI 3acaid, PO3POOIEHO METOLOJIOTIYHI MifX0AM T YI,O0CKOHAIEHO IPAKTUYHUN
IHCTpYMEHTAaPIil yIpaBiliHHA SKIiCTIO [TOCJIYT MiAIPUEMCTB TOTEILHOTO FOCIIOAAPCTBA HA 3aCaflaXx CUCTEMHOIO Ta
IIPOLIECHOTO MiIX0iB. 3/iICHEHO y3araJbHEeHHs Ta MOIJIN6JIeHHS TEOPETUYHUX I10JI0KEHb 11010 CTAaHOBJIEHHS Ta
PO3BUTKY YIPABJIiHHS SKIiCTIO [10CYT; TECOPETUYHO OOI'PYHTOBAHO CKJIA/IOBi €JIEMEHTU MEXaHi3My yIIPaBJliHHS
SIKICTIO FOTEJIBHUX MOCIIYT Ta PO3IJISIHYTO METOAUYHI OCHOBY MOro peaiisalii. Po3po61eHO TeopeTHKO-MeTOIuYHi
OCHOBH OLIiHKU PiBHS SIKOCTi TOTE€JIBHUX IOCJYT. JJOCIiIpKeHO piBeHb SIKOCTi TOTeIbHUX IOCIyT. PO3p06eHo
TEOPETUKO-METOIWYHI MiAX0AU O OLiHKY BIIJIMBY 30BHIIIHIX Ta BHYTPIIIHIX YAHHUKIB Ha PYHKLIIOHYBaHHS
CHACTEMHU YIIPaBJIiHHS SIKICTIO B FOTeJli. YIOCKOHAJIEHO METOAVKY OLiHKY €(EeKTUBHOCTI YIIPaBJIiHHS SIKiCTIO IOCIYT Y
roTeJIbHUX MiJIIPUEMCTBAX 3 BU3HAYEHHSIM €KOHOMIYHOTO, COLiaIbHOTO, TEXHIYHOTO, €KOJIOTIYHOTO €(EKTIB.

Po3po6sieHo MaTpUuHy MOZEJIb 11715 BiloOpaskeHHS!, IOPiBHSJIBHOTO aHaJli3y Ta IPOTHO3yBaHHS 3aX07iB 3



YIIPaBJIiHHA SKICTIO. 3aIIPOIIOHOBAHO PEKOMEHIALLI] 00 BIIPOBAIKEHHS CUCTEMU YIIPABJIiHHA SKICTIO y TOTEJIbHUX

HigIpUEMCTBAX 3 ypaxyBaHHAM NpuHLumis TQM.

2. The thesis is dedicated to the problem of improvement of theoretical, methodological and practical aspects of
quality management of hotel business enterprises' services in the context of system and process approach. The
research, systematization critical analyse of the basic theoretical approaches to the development service quality
management are made; the conceptual categories are specified; the decomposition of service quality management
of hotel business enterprises and the methodical approach to its realisation are theoretically proved. The
theoretical-methodological approaches to the estimation of the level of services' quality in hotel business
enterprises are created. The methodical approaches to the estimation of internal and external factors' influence
into the functioning of the system of quality management in hotel business enterprises. In this thesis there was
argued the technique of definition of service quality management' efficiency in hotel enterprises in view of
expenses. The methodical recommendations on introduction of a control system of hotel services' quality in view
of principles of TQM are developed.
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